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(Consumer  Affairs)  is  available  to  advise  on  the 
development  of  consumer  efforts  within  those 
organizations.  The  Special  Assistant  will  keep  the 
Secretary  apprised  as  to  the  status  of  the 
Departmentwide  effort. 

3.  Consumer  Program  Guidelines 
The  Secretary  will  issue  guidelines  for  all  Treasury 
bureaus  to  follow  in  planning  and  evaluating  their 
consumer  programs  in  order  to  assure  compliance  with 
the  requirements  of  E.0. 12160. 

Bureau  consumer  program  plans  will  be  made 
available  as  they  are  developed.  Public  comment  will 
*  be  solicited  on  the  proposed  plans  and  programs. 

II.  CONSUMER  PARTICIPATION 

Impact  Upon  Consumers 


TREASURY  DEPARTMENT 

agency:  Department  of  the  Treasury. 

ACTION:  Proposed  Consumer  Program. 

DATE:  Comments  must  be  received  by  March  10, 1980. 
address:  Comments  should  be  addressed  to  Special 
Assistant  to  the  Secretary  (Consumer  Affairs),  Room 
4406  Main  Treasury  Building,  Department  of  the 
Treasury,  Washington,  D.C.  20220. 

FOR  FURTHER  INFORMATION  CONTACT:  Joseph  Maty, 
202-566-8118. 

AUTHORITY:  Executive  Order  12160. 

I.  CONSUMER  AFFAIRS  PERSPECTIVE 
Statement  of  Purpose 

The  purpose  of  the  Department  of  the  Treasury’s 
Consumer  program  is  to  insure  that  persons  who  are 
affected  by  any  Treasury-sponsored  regulation,  or 
program  decision  have  the  opportunity  to  present  their 
views  on  the  subject,  and  that  these  views  are  duly 
considered  in  the  Department’s  decisionmaking 
process.  It  is  Treasury’s  intent  to  more  actively  solicit 
consumer  opinion,  to  make  Treasury  bureaus  and 
offices  more  responsive  to  the  consumer,  and  to  assure 
that  the  machinery  and  the  techniques  of  consumer 
representation  within  Treasury  are  regularly  and 
effectively  applied. 

Staffing  and  Responsibilities 

Treasury’s  diverse  activities  preclude  the 
establishment  of  just  a  single  consumer  office  or  a 
single  set  of  procedures  within  the  Department  to 
handle  requests  from  consumers  for  information  or  to 
process  complaints  by  consumers  against  Treasury’s 
constituent  units.  Instead,  the  Department  intends  to 
continue  to  use  its  existing  mechanisms  and  follow 
current  lines  of  authority  to  fulfill  the  requirements  of 
E.0. 12160.  Additionally,  the  following  actions  will  be 
taken  to  assure  that  the  underlying  philosophy  and 
specific  requirements  of  E.0. 12160  are  carried  out  by 
program  managers  in  the  Department. 

1.  The  Special  Assistant  to  the  Secretary  (Consumer 
Affairs ) 

The  position  of  Special  Assistant  to  the  Secretary. 
(Consumer  Affairs)  has  been  established  in  the  Office 
of  the  Secretary.  The  incumbent  has  the  responsibility 
for  developing  consumer  policies,  coordinating 
Departmentwide  consumer  activities  and  overseeing 
the  implementation  of  E.0. 12160  within  the 
Department. 

2.  Consumer  Monitoring  Systems 

Each  bureau  and  office  will  have  a  contact  person 
familiar  with  the  structure  and  detail  of  the  consumer 
effort  within  that  organization.  Current  lines  of 
authority  from  the  Secretary  to  bureaus  and  offices 
shall  be  maintained.  Bureau  and  office  heads  are 
charged  with  the  responsibility  of  insuring  that  their 
organizations  comply  with  the  spirit  and  requirements 
of  E.0. 12160.  The  Special  Assistant  to  the  Secretary 


Consumers  of  Treasury  Department  services  and 
products  fall  into  many  categories:  taxpayers, 
travelers,  bondholders,  welfare  recipients,  and  many 
others.  For  the  purpose  of  the  Treasury  Consumer 
Program,  “consumer”  means  any  individual  (not  an 
organization  or  intermediary)  who  uses,  purchases, 
acquires,  attempts  to  purchase  or  acquire,  or  is  offered 
or  furnished  any  real  or  personal  property,  tangible  or 
intangible  goods,  services  or  credit  for  personal,  family 
or  household  purposes. 

Treasury  bureaus  and  offices  fall  into  three 
categories  according  to  the  frequency  of  contact  with, 
and  the  impact  these  activities  have  upon,  consumers. 
These  bureaus  and  offices  are  categorized  by  their 
end-user  contact  frequency,  not  by  contact  with 
intermediaries.  During  the  implementation  of  E.O. 
12160,  additional  data  will  be  collected  and  analyzed 
to  further  refine  these  categories,  but  for  the  present 
Treasury’s  bureaus  and  offices  may  be  considered  as 
falling  into  three  categories:  High  Consumer  Impact; 
Moderate  Consumer  Impact;  and  Low  Consumer 
Impact.  Treasury  bureaus  and  offices,  regardless  of 
which  category  they  may  be  located  in,  are  subject  to 
the  provisions  of  E.O.  12160  and  the  Treasury 
Consumer  Program. 

Treasury  bureaus  have  consumer  impact  as  follows: 
1.  High  Consumer  Impact 

— (a)  Internal  Revenue  Service;  (b)  Bureau  of 
Alcohol,  Tobacco  and  Firearms;  (c)  U.S.  Customs 
Service;  (d)  Comptroller  of  the  Currency;  (e)  U.S. 
Savings  Bonds  Division;  (f)  Bureau  of  Government 
Financial  Operations;  and  (g)  Bureau  of  the  Public 
Debt. 


2.  Moderate  Consumer  Impact 

— (a)  Bureau  of  the  Mint;  (b)  Bureau  of  Engraving 
and  Printing. 

3.  Low  Consumer  Impact 

— (a)  U.S.  Secret  Service;  and  (b)  Federal  Law 
Enforcement  Training  Center. 

Units  of  the  Office  of  the  Secretary  fall  into  each  of 
these  categories.  Examples  range  from  the  Assistant 
Secretary  (Tax  Policy)  and  the  Assistant  Secretary 
(Public  Affairs),  who  have  high  consumer  impact,  to 
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the  Special  Assistant  to  the  Secretary  (National 
Security),  who  has  almost  no  public  contact  or  direct 
effect  on  consumers.  The  Special  Assistant  to  the 
Secretary  (Consumer  Affairs)  is  responsible  for 
contacting  these  and  other  offices  within  the  Office  of 
the  Secretary  to  assure  their  compliance  with  E.O. 
12160. 

Avenues  of  Participation 

1.  Consumer  Representatives 

Each  bureau  has  or  will  have  a  consumer 
representatives  or  an  office  to  handle  the  bureau’s 
consumer  affairs.  The  consumer  representative  will  be 
responsible  for  developing  consumer  policies, 
coordinating  bureauwide  consumer  activities  and 
overseeing  the  implementation  of  E.O.  12160  within  the 
bureau.  Examples:  The  Public  Affairs  Division,  U.S. 
Customs  Service,  monitors  the  implementation  of  E.O. 
12160  within  the  Customs  Service.  The  Internal 
Revenue  Service  has  established  the  position  of 
Problem  Resolution  Officer  in  the  Office  of  the 
Commissioner.  This  person  serves  as  the  primary 
advocate  for  the  taxpayer  within  the  Service  and  will 
plan  and  administer  the  Servicewide  Problem 
Resolution  Program.  The  Office  of  Regulatory 
Enforcement’s  Procedures  Branch,  Bureau  of  Alcohol, 
Tobacco,  and  Firearms,  is  responsible  for  the 
development  and  implementation  of  and  compliance 
with  ATF’s  consumer  affairs  program. 

The  names  and  addresses  of  these  consumer  offices 
and  representatives  will  be  published  in  the  Federal 
Register. 

2.  Advisory  Committees 

Treasury  uses  the  services  of  advisory  committees 
which  are  representative  ctf  such  constituencies  as 
consumers,  providers,  technical  tax  specialists, 
bankers  and  so  on.  The  membership  of  the  present 
committees  and  future  committees  will  be  reviewed  by 
the  Special  Assistant  to  the  Secretary  (Consumer 
Affairs)  and  the  Assistant  Secretary  (Administration) 
with  the  objective  of  securing  consumer 
representation,  where  appropriate. 

3.  Public  Hearings 

Bureaus  and  offices  use  public  hearings  when 
substantial  consumer  impact  is  anticipated  from  a 
policy  decision,  or  regulation. 

The  use  of  public  hearings  will  be  maintained. 

Where  consumer  participation  appears  limited,  direct 
solicitation  of  opinion  will  be  employed.  Use  of 
evening  hearings  and  regional  hearings  away  from 
Washington  will  be  encouraged  to  obtain  a  full  range 
of  opinion  on  the  issues. 

4.  Public  Interest  Groups 

These  groups  bring  a  unique  and  specialized 
viewpoint  to  issues  affecting  their  vital  interests. 
Treasury  program  managers  encourage  their 
participation  at  public  hearings  and  solicit  comments 
from  them  on  new  programs  or  changes  to  existing 
programs.  Solicitation  of  comments  and  continued 


participation  by  these  groups  in  decisionmaking  will 
continue  to  be  encouraged  by  program  managers. 

III.  INFORMATIONAL  MATERIALS 

Agency  Information  Services 

Specific  responsibility  for  developing  and 
implementing  consumer  information  programs  rests 
with  the  public  affairs  and  consumer  affairs  staffs 
within  Treasury  bureaus.  The  distribution  channels  for 
information  material  vary  depending  upon  the  nature 
of  the  material,  the  audience,  and  the  availability  of 
resources. 

1.  Distribution  of  Consumer’s  Resource  Handbook 

The  Consumer’s  Resource  Handbook  has  been 

distributed  to  Treasury  bureaus  and  offices  and  these 
organizations  are  being  urged  to  maximize  the  use  of 
this  volume.  The  Special  Assistant  to  the  Secretary 
(Consumer  Affairs)  will  also  possess  a  library  of 
materials  on  consumer  organizations  and  related 
topics. 

2.  Concurrent  Publication  of  News  Releases  with 
Federal  Register  Notices. 

The  Treasury  will  continue,  where  feasible,  the 
practice  of  concurrently  publishing  a  news  release 
when  a  notice  of  proposed  rule  making  is  published  in 
the  Federal  Register.  This  action  will  be  taken  to 
insure  that  the  broadest  audience  is  reached  and 
comments  are  solicited  from  them  on  matters  affecting 
their  interests. 

3.  Public  Opinion  Surveys 

These  instruments  are  frequently  used  by  Treasury 
bureaus  and  offices,  e.g.,  the  IRS  solicits  the  opinions 
of  taxpayers  on  tax  matters,  and  the  Office  of  Revenue 
Sharing  requests  comments  from  State  and  local 
government  officials  on  matters  pertaining  to  the 
General  Revenue  Sharing  Program. 

4.  General  Publicity 

Press  releases,  speeches,  special  publications, 
publications  in  the  Federal  Register,  and  news  media 
coverage  are  used  by  Treasury’s  bureaus  to  inform  the 
public  of  Treasury’s  services  and  responsibilities. 

Steps  have  been  taken  by  various  bureaus  and  offices 
to  assure  that  such  issuances  are  topical,  logical,  and 
comprehensive  to  the  consumer. 

Examples 

The  Internal  Revenue  Service  (IRS)  relies  on  the  mass  and 
specialized  media  to  alert  taxpayers  to  tax  law  changes  and 
to  provide  tax  information  which  will  help  them  correctly 
prepare  and  file  their  returns.  Information  is  distributed  to 
more  than  17,000  radio  and  TV  stations,  daily  and  weekly 
newspapers,  magazines  and  specialized  publications.  IRS 
publicity  also  alerts  taxpayers  to  the  large  number  of  free 
tax  publications  available  to  them,  the  availability  of  IRS- 
toll-free  telephone  assistance,  and  to  the  assistance 
available  through  the  Volunteer  Tax  Assistance  (VITA) 
program  to  taxpayers  who  have  special  needs. 

Other  high  consumer  impact  Treasury  bureaus  use 
similar  approaches  to  providing  information  to  their 
consumer-clients.  The  Special  Assistant  to  the 
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Secretary  (Consumer  Affairs)  will  be  involved  in 
studying  and  analyzing  these  information  programs. 

IV.  EDUCATION  AND  TRAINING 

Many  Treasury  units  have  implemented  measures  to 
sensitize  their  employees  to  the  needs  and  interests  of 
Treasury  consumers.  Conversely,  consumers  are  also 
being  educated  concerning  the  responsibilities  of  and 
services  available  from  the  Department. 

Examples 

The  Internal  Revenue  Service  (IRS)  Problem  Resolution 
Program  (PRP)  Handbook.  IRM  1279,  October  8, 1979, 
requires  training  for  all  IRS  employees  who  have  contact 
with  the  public  on  PRP  criteria  and  procedures.  The  IRS 
conducts  tax  courses  for  specific  groups  of  taxpayers  (small 
business  associations,  victims  of  natural  disasters,  and  so 
on)  and  the  Secret  Service  conducts  classes  in  the  detection 
of  counterfeit  currency  and  how  to  safeguard  against  check 
and  bond  forgery.  The  Public  Affairs  Division,  U.S.  Customs 
Service,  uses  the  services  of  large  numbers  of  technical 
specialists  to  provide  information  to  travelers  and 
organizations  in  the  travel  industry.  Treasury  officials  at  all 
levels  make  themselves  avialable  as  speakers  to  local  groups 
in  order  to  further  Departmental  consumer  educational  goals. 

V.  COMPLAINT  HANDLING 

Most  written  consumer  complaints  are  answered  in 
person,  in  writing,  or,  when  appropriate,  by  telephone. 
Freedom  of  Information  (FOI)  requests  from 
consumers  are  handled  according  to  published  FOI 
regulations  and  legislation.  Special  interest  groups  or 
individual  citizens  are  encouraged  to  place  their 
names  on  mailing  lists  for  current  information  on 
programs  that  affect  their  interests.  Reciprocal 
exchange  of  ideas  and  views  is  also  strongly 
encouraged  and  will  continue  to  be  encouraged  by  the 
Special  Assistant  to  the  Secretary  (Consumer  Affairs). 

Examples 

The  Internal  Revenue  Service’s  (IRS)  Problem  Resolution 
Program  serves  as  an  effective  complaint  handling  system. 
During  FY  79,  72,000  individual  taxpayer  problems  were 
resolved  through  PRP.  Each  problem  is  systematically  logged 
in,  investigated  and  responsed  to  by  IRS  employees.  If  a  case 
cannot  be  resolved  within  five  workdays,  the  taxpayer  is 
contacted,  advised  of  the  status  of  the  case  and  provided  the 
name  and  telephone  number  of  the  IRS  employee  responsible 
for  resolution  of  the  case.  A  PRP  case  is  not  closed  until  all 
actions  have  been  taken  to  resolve  the  problem.  Analysis  is 
also  conducted  of  the  underlying  causes  of  taxpayer 
problems  and  if  an  organizational,  procedural,  or  systemic 
problem  is  identified,  it  is  corrected. 

The  U.S.  Customs  Service  has  a  policy  statement 
and  an  internal  operations  manual  Chapter  (Customs 
2100-38  and  2111-02)  that  deals  with  consumer 
complaints.  The  public  is  made  aware  of  the  Service's 
complaints  processing  system  through  Customs’ 
“courtesy  program,”  travel  industry  publications  and 
personnel,  and  press  announcements. 


VI.  OVERSIGHT 
Responsibilities 

1.  Office  of  the  Special  Assistant  to  the  Secretary 
(Consumer  Affairs )  Responsibilities 

The  Special  Assistant  to  the  Secretary  (Consumer 
Affairs)  is  the  senior-level  advisor  for  consumer 
matters  to  the  Secretary  and  Deputy  Secretary  of  the 
Treasury.  The  Special  Assistant  reports,  on  a  constant 
basis,  to  the  Deputy  Secretary  who  provides  general 
direction,  establishes  broad  policy  goals,  and 
evaluates  performance  on  the  basis  of  how  well 
objectives  are  achieved. 

The  Special  Assistant  to  the  Secretary  (Consumer 
Affairs)  has  the  following  responsiblities: 

(a)  Consumer  Affairs  Council 

Represents  the  Department  of  the  Treasury  of  the 
Consumer  Affairs  Council  performing  all 
responsibilities  assigned  to  individual  members  of  the 
Council. 

(b)  Monitoring  System 

Develops  policies,  coordinates  activities  and 
oversees  the  implementation  of  E.0. 12160  within  the 
Department. 

(c)  Office  of  the  Secretary  ( OS) 

Coordinates  all  consumer  particpation  and  outreach 
activities  in  the  Office  of  the  Secretary  and  assists 
bureaus  which  do  not  have  consumer  staffs  with 
consumer  planning,  program  development  and 
outreach  activities. 

(d)  Policy  Directives 

Advises  Treasury  officials  concerning  consumer 
goals  and  improvements  within  their  respective  areas, 
and  recommends  Departmental  policy  to  the  Secretary. 

(e)  Public  Participation 

Encourages  or  initiates  public  discussions  on 
Treasury-related  matters  (e.g.,  hearings  on  proposed 
rules). 

(f)  Policy  Review 

Reviews  legislation,  speeches  and  press  releases, 
and  encourages  more  consumer-related  content. 

(g)  Public  Information 

Works  with  the  Office  of  Public  Affairs  and  the 
bureaus  to  identify  and  publicize  consumer  programs 
in  the  Treasury  and  samples  consumer  correspondence 
to  determine  the  extent  to  which  such  correspondence 
is  sensitive  to  consumer  needs. 

(h)  Procedural  Review 

Reviews  procedures  in  the  bureaus  and  serves  as  a 
consultant  to  the  various  bureaus  to  help  improve  their 
relationships  with  the  consumer. 

2.  Bureau  Responsibilities 

Each  bureau  has  the  following  responsibilities: 

(a)  Consumer  Representative 
Designates  a  contact  person  within  the  organization 
to  act  as  consumer  representative.  The  person  will  be 
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thoroughly  familiar  with  the  organization  and  will  be 
at  a  level  that  assures  a  complete  overview  of 
consumer  contact.  The  person  shall  have  the 
responsibility  for  developing  policies,  coordinating 
activities  and  overseeing  bureau  or  office  consumer 
programs. 

(b)  Consumer  Program  Plan  and  Procedures 
Prepares  and  has  published  in  the  Federal  Register, 
for  purposes  of  soliciting  comments  from  consumers, 
bureau  consumer  program  plans  and  procedures  that 
implement  the  provisions  of  E.  0. 12160  and 
appropriate  Treasury  guidelines. 

VII.  JUDICIAL  REVIEW 

Nothing  in  this  Program  is  intended  to  provide  new 
grounds  for  judicial  review  or  be  interpreted  as 
superseding  any  existing  statutory  obligation  regarding 
rulemaking. 

Signed  the  26th  day  of  November,  1979. 

Robert  Carswell, 

Acting  Secretary  of  the  Treasury. 

(FR  Doc.  79-36872  Filed  12-7-79;  8:45  am) 
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